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CELEBRATE OUR ACCOMPLISHMENTS 
Editor's note: The following is an edited version of the speech delivered by BCBSF President William E. Flaherty on March 2, 1993, at the Annual Achievement Awards ban­quet in Jacksonville. 
T his is one of the company events I personally enjoy the most. It gives us a 
chance to visit with one another, 
celebrate our accomplishments 
and better understand the year 
ahead. There is much to be proud 
of, thanks to your efforts. 
We showed strong financial 
performance as we made steady 
enrollment gains and continued 
to improve our ability to manage 
medical costs. 
We also focused on training as 
a means of strengthening our 
organization. One of the side­
lights has been the continued very 
low levels of turnover. As we 
keep experienced employees, we 
strengthen ourselves enormously. 
We also gain a deeper under­
standing throughout the compa­
ny of our industry, of our own 
operations and what it takes to 
win in our markets. 
All of these factors have 
strengthened our ability to 
perform. 
Another factor that I consider 
absolutely essential is our 
increased ability to function as a 
team, knowing full well that as a 
team we will have conflicts and 
differences of opinion. The key to 
success is not whether you have 
the conflict, but whether you 
resolve it in an effective and 
objective manner in the interest of 
the company. 
Our strong financial perfor­
mance, managed care accom­
plishments and organization 
improvements are made more 
impressive by the fact that we 
faced many challenges in 1992, 
including a rapidly changing 
social and political environment 
"I firmly believe we will meet future challenges successfully because we have a strong team of capable, knowledgeable and dedicated employees." William E. Flaherty 
that demanded our attention. 
These changes obviously are 
continuing into 1993, especially 
as health care reform gains 
momentum. 
Change Will Continue 
The drumbeat of change will con­
tinue throughout 1993. We are 
going to try to influence it, but we 
are also going to have to be pre­
pared to adapt to change. I firmly 
believe we will meet all these 
challenges successfully and con­
tinue our leadership position, 
because we have a strong team of 
capable, knowledgeable and ded­
icated employees. 
We have a firm foundation for 
success. For us, success is defined 
as a continued ability to provide 
low-cost, high-quality health care 
coverage and service. 
1992 Accomplishments 
I'd like to talk about some of the 
specific 1992 accomplishments 
and a few of the challenges we 
face in 1993. 
We review our performance in 
terms of accomplishment against 
each of our corporate objectives. 
Let me begin with the financial 
objective. In 1992, we realized net 
earnings of about $82 million. 
This increases policyholders' 
equity to $381 million and puts us 
in a strong position to meet our 
responsibilities to pay claims and 
to fulfill our insurance function. It 
also provides resources to fund 
innovation and development. 
There were several major fac­
tors that helped the strong earn­
ings. Certainly we have effective 
managed care programs. We've 
negotiated with providers to low­
er costs for our customers. And 
we have had consistently good 
performance in our investment 
management. In addition, we 
have struck a good balance 
between the risks of underwriting 
new accounts and getting suffi­
cient sales. Anyone can add cus­
tomers, only to find out down the 
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road that they're losing money. 
The important thing is to grow in 
customers and grow in earnings. 
We made good progress in 1992. 
Managed care continues to 
have a dramatic impact on the 
cost of health care. More than 90 
percent of our group customers 
are in managed care programs. 
Not only have we been able to 
coordinate care for our customers, 
but we also have been able to 
save them money. 
We also continued to work on 
developing new products and 
programs to respond to different 
market segments. Underlying all 
this work is an awareness that we 
have to compete on three bases: 
the quality of the medical care, 
the cost of the medical care and 
access to medical care. Generally 
speaking, it's greater quality, less­
er cost and greater access. All oth­
er things being equal, that's what 
the customer seems to want. 
Strong teamwork led to good results meeting the State Account's new expectations. 
introduced new products to bet­
ter meet the needs of our Direct 
pay customers. Ad vantage65 
Select was introduced for seniors 
in several areas of the state. That 
is especially rewarding to me, 
because we are starting to see a 
way whereby managed care can 
benefit Medicare Supplement pol­
icyholders. 
We have also added a long­
term care product, which 
is in two test markets. 
Florida Combined Life 
continues with its third 
profitable year and a gain 
of 171,000 contracts. This 
gives them some $4 bil­
lion of life insurance in 
force and ranks them 
among the largest 10 
companies in the state. 
Truly Impressive Results 
Continued strong financial performance will help us fund major systems enhancements that will position us to compete in the 90's and beyond. 
We produced high 
results in 1992 in 
Government Programs. 
Medicare Part A earned 
97 percent of the avail­
able points under the 
Contractor Performance 
Evaluation Program 
(CPEP.) Medicare B 
Shown here: Alvin Battle, Computer Operations. 
Marketing Highlights 
In terms of marketing, new sales 
reached 132,000 contracts. We 
had a net gain of approximately 
65,000 contracts. Other outstand­
ing accomplishments were the 
successful bid for Florida Power 
and Light, the unique risk sharing 
partnership with Florida Power, 
and continued retention of the 
Duval County School Board, the 
State account and Publix account. 
Overall, retention rates 
increased to 90 percent, thanks to 
good work from employees in 
customer service, sales and other 
areas of the company. Keeping 
our current customers is not only 
cost-effective, it's also essential to 
our success. 
At the same time, we have 
earned 98 percent of the available 
CPEP points. That's one of the 
highest ratings Medicare Part B 
has ever achieved; it places them 
in the top 25 percent of all 
Medicare carriers. 
In Private Business Operations, 
concerted efforts have led to good 
results in meeting some very dif­
ficult performance expectations, 
such as the State Account's new 
requirements. 
We've also earned excellent 
performance ratings for the 
Federal Employee Program. 
As you begin to array these 
truly impressive results, you see 
a whole pattern of excellence. It 
vividly demonstrates the value 
of continuing to improve our 
business. 
We'll continue to build our 
understanding, continue to 
strengthen our performance. I see 
us moving toward some broad 
principles of quality management 
that will get us focused on contin­
uously satisfying the customer, so 
we build a loyal customer who 
refers us to his friends and to his 
business associates. Shaping Our Future 
Now, let me look out into 1993. 
Maintaining quality and satis­
fying customers is a challenge for 
any business, but it is certainly a 
challenge in this industry. 
President Clinton is committed to 
health care reform. There is 
increased momentum for change. 
It is a very uncertain environ­
ment and it is clear no one can 
predict the outcome. Yet, we 
have to act decisively and with 
courage to shape the future of 
delivery systems. 
Our key areas of focus to 
enhance our leadership position 
will be continued strengthening 
of the organization, continued 
financial strength, marketing 
effectiveness and managed care 
programs ... all against a backdrop 
of an evolving, changing public 
policy setting. 
On public policy, we agree 
there's a need for reform. We 
have been actively involved in 
efforts to improve our system. 
We envision a system where 
managed care companies, 
accountable both for financing 
and delivery of care, compete 
based on their products, price, 
service and quality. 
But very frankly, many of the 
people who are advocating 
change do not see private sector 
firms having that much freedom. 
Thus, while we see companies 
controlling total price by achiev­
ing greater efficiency both in their 
administration and the health 
care itself, others see regulations 
continued on page 4 
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PRO Start-Up Team 
Responding to a directive from the 
Health Care Financing Administration 
(HCFA), the PRO Start-Up Team 
established and implemented the 
Peer Review Organization for the 
State of Florida and BCBSF. 
Working within stringent time 
frames, representatives from many 
areas of the corporation worked 
together successfully, achieving out­
standing results. 
The team responded to HCFA 
within five days, established telecom­
munications within 15 days and 
secured work space and equipment 
for more than 70 employees within 
three months. 
Members of the start-up team 
were creative and willing to address 
issues aggressively. A real sense of 
team success permeated the PRO 
organization. 
Florida Power and Light 
Workgroup 
The workgroup developed and imple­
mented strategies to win the Florida 
Power and Light company group 
account, a major employer with 
approximately 15,000 employees. 
T earn members from the 
Southern Region, Marketing, Cash 
Management, Network Planning and 
Support, Group Underwriting, 
Membership and Billing and 
Proposal Administration worked 
together to better understand the 
prospect's needs, to develop innova­
tive solutions to barriers, and to 
ensure a smooth implementation. 
After many months of dedication to 
the "Team Sell" approach, BCBSF 
was awarded the account as vendor 
of choice, resulting in the addition of 
more than 10,000 new insureds. 
Small Group Reform 
Compliance and Planning 
Workgroup 
The Small Group Compliance 
Workgroup was established to ensure 
compliance with the Small Group 
Rate Reform Act and certification by 
the Department of Insurance. 
Later, the group was expanded to 
include product development and 
business planning efforts associated 
with the new legislation requirement 
of two standardized products for 
groups with less than 25 employees. 
The team was responsible for 
communications and training pro­
cesses for all affected corporate 
continued on page 4 
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areas. As a result, a uniform HMO 
pricing model was developed for use 
by the regions. 
The group made strategy recom­
mendations that helped protect the 
company from acquiring excessive 
risk from the reform legislation. 
Extensive coordination enabled the 
team to introduce the products in 
four rather than 18 months. 
Special Claims 
Re-Engineering Project 
This group developed and imple­
mented enhancements to Private 
Business Operations Special Claims 
System. 
The system supported all market 
segments, including Publix and State 
Group, and processed 40,000 to 
50,000 claims nightly. Team mem­
bers from Systems Development, 
MST Support, Local, Direct and 
National/Corporate Operations 
worked diligently, resulting in a 25 
percent to 30 percent increase in pro­
ductivity, a more user-friendly sys­
tem, and a testing infrastructure that 
improves the quality of future 
changes. 
Critical to project success was 
the creation of a vital, learning envi­
ronment that allowed team members 
to share leadership responsibilities. 
NCQA Accreditation Workgroup 
The Accreditation Workgroup was 
formed to prepare Health Options, 
Inc. , for the National Committee for 
Quality Assurance (NCOA) review in 
November 1992. Health Options was 
required to document compliance for 
many different standards, some of 
which crossed functional lines. 
Project members representing all five 
regions and the corporate office 
established communication links to 
assess and implement improvements. 
The workgroup successfully 
expanded the scope of the Quality 
Management Program, established a 
centralized credentialing unit, 
increased provider involvement on 
OM committees, completed the 
recredentialing of providers and 
improved Utilization and Quality 
Management policies and proce­
dures. Their efforts also created a 
better understanding of OM pro­
grams throughout the organization. 
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Video Stresses 
Future Change 
Building a firm foundation for 
the future was the theme of the 
1992 Annual Achievement 
A wards, and this year's video 
presentation took a visionary 
look at the steps Blue Cross and 
Blue Shield of Florida is taking 
now to ensure that the compa­
ny remains strong and contin­
ues to grow. 
Copies of the video were sent 
to all vice presidents and direc­
tors on April 14. The video can be 
shown during a staff meeting or a 
two-way communications meet­
ing. Ask your manager for the 
time and date your department is 
scheduled to see "Built on A Firm 
Foundation" - the video. 
Change is a major topic of the 
video. As we move toward a 
global environment, businesses 
are faced with increasing chal­
lenges. Customers are demand­
ing more and businesses 
must be more responsive to stay 
competitive. 
Changes in health care deliv­
ery and financing are also 
expected. BCBSF is monitoring 
the national and state health 
care reform proposals, and the 
Public Policy Department and 
Public Policy Steering 
Committee are leading our com­
pany efforts in this area. 
BCBSF will continue to try to 
control health care costs through 
managed care approaches. We 
will also focus on maintaining 
financial strength and stability 
so investments can be made in 
future managed care programs. 
Also during the past few 
years, the company has been 
implementing improvement 
programs that will sharpen 
organizational effectiveness and 
help employees meet the chal­
lenges of the future. Teamwork, 
continuous improvement and 
focusing on the customer will 
play a major role in the compa­
ny's quality efforts. 
It's hard to predict exactly 
what changes the future will 
bring, but the firm foundation 
that we are building today will 
ensure our continued success in 
the future. ■ 
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playing a far more active role. 
It is our desire to have con­
sumers involved by greatly 
increasing the information they 
have, so they can participate in 
creating pressures in the system 
for efficiency and good perfor­
mance. We see government as the 
facilitator, but others see govern­
ment in a far more activist role. 
We'll have to be prepared for 
both possibilities. A Role For Everyone 
These changes clearly say to us 
we can prepare for, but we cannot 
absolutely predict, what will hap­
pen. Thus, it is critical that we 
focus on teamwork and on 
strengthening our core business 
strategy. 
There's a role for each of us. 
We must be aggressive and dili­
gent, not only in carrying out our 
own assignments, but also in 
keeping our eyes on the big pic­
ture. It may very well be that the 
first insights into major change 
will not emerge as a result of a 
planning department review or 
senior management work session, 
but it may be somebody deeply 
knowledgeable in that aspect of 
our business who reads some­
thing or hears something and cor­
rectly sees the implications and 
begins to share that with other 
people. 
That is one reason why it is so 
critical that we have effective 
two-way communications. We 
have to have ideas going, shared 
openly and imme­
diately in all 
directions. 
Cooperating, com­
municating and 
initiating change 
are central to that 
effort. 
and Jews are gen­
uinely helpful in 
terms of meeting our 
responsibilities as « 
corporate citizen. 
We've also run 
programs for prena­
tal education and 
In addition to 
strong teamwork 
and communica­
tion, we will con­
tinue to focus on 
marketing effec-
People working together for a common purpose was clearly demonstrated throughout the Hurricane Andrew relief and 
creating a smoke­
free work place that 
have helped busi­
nesses and their 
employees through­
out the entire state. 
tiveness and financial perfor­
mance. We're forecasting 
earnings of $90 million for the 
year 1993 to ensure that spending 
is adequate to fund future 
growth. We also want to be able 
to fund continued development 
and implementation of major sys­
tems such as the Health Care 
Administration Project and 
Interplan Teleprocessing System, 
initiatives that will position us to 
compete in the 90s. 
We also need to work with 
the National Association to pro­
tect the name and the mark. I 
would not want to be competing 
in the Florida market in 1993 
without the benefit of the Blue 
Cross Blue Shield trademark. I 
think our life would be far more 
difficult without it. Community Presence 
We've made some valuable con­
tributions to the community. 
Increased activities such as our 
leadership breakfasts with the 
National Conference of Christian 
recovery effort. 
Another statewide effort 
involves our work to repair the 
damages left by Hurricane 
Andrew. It's hard to know who 
to praise or thank the most: The 
people on the scene, who worked 
with such unremitting efforts 
even when they were faced with 
personal damage and losses and 
sacrifice, or the people who came 
to help them. Repairing homes, 
getting equipment, getting hous­
ing, contacting providers and cus­
tomers, supporting one another. 
The list goes on and on with the 
help that was given and support 
that was provided. 
People working together for a 
common purpose was clearly 
demonstrated throughout those 
efforts. That's the commitment 
we need to carry with us as we 
move ahead into a period of great 
uncertainty. 
I'm looking forward to sharing 
this with you. I have enormous 
confidence that together we are 
going to succeed. ■ 
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